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Objectives…
 Understanding digital transformation
 Questions
 Getting started case study
 The VeriSM™ Model
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Graphics credit: Adobe Stock
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Definitions…
 Digital transformation
 The changes associated with the application of digital technologies across all areas of an organization, from sales to marketing, products, services and new business models.
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The impact on people…
 Graphic: Deloitte University Press | DUPress.com
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Organizations are trying to adapt…
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ifdc.global
 The IFDC (a nonprofit foundation co-founded by EXIN, BCS, APMG) took the initiative to create the VeriSM™ approach and developed it in cooperation with
 an international team of experts
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Driven by community…
 Claire Agutter Suzanne D. Van Hove Randy Steinberg Dave van Herpen Doug Tedder Johann Botha Karen Ferris Krzysztof Politowicz Leo van Selm
 Michelle Major-Goldsmith
 Robert den Broeder Clare McAleese Rob England Simon Dorst Gary Hibberd Steven R. Matthews Wendie Adams Yong Mei Liu Helen Morris
 Sandra Whittleston
 Aureo Antunes Chris Littlewood Masaya Kobayashi Dr. Mauricio Corona Rory Canavan Daniel Breston Alison Cartlidge Victoriano Gomez Sachin Bhatnagar
 Vinícius LunaReni Friis Stephen Mann Lewis Herbert Andrea Kis
 … and many more
 Simone Moore Luis Anderson
 Peter Brookes James Gander April Allen Anna Leyland George Nawara Jan Bouman Richard De Kock Rachel McElroy Andy Humpprey
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Contributors include…
 … and many more
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VeriSM key concepts…
 Look from the organizational perspective
 An organization uses all of its capabilities to deliver value
 IT, HR, Sales, Marketing, Finance are all organizational capabilities
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TheVeriSM model…
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Introducing the Management Mesh
 Resources Environment Management Practices Emerging technologies
 Not comprehensive Nor exhaustive
 ECB 20181011 ©SED-IT 12
 Diagram based on VeriSM: A Service Management Approach for the Digital Age (2017).
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What we haveWhat we do well
 ©SED-IT unless otherwise stated. v11 13
 Note: Lines represent “quantity”
 Diagram based on VeriSM: A Service Management Approach for the Digital Age (2017).
 Organizational Mesh
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What’s Needed
 May lead to change in corporate strategy
 What we need What we don’t have
 ©SED-IT unless otherwise stated. v11 14
 Diagram based on VeriSM: A Service Management Approach for the Digital Age (2017).
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The story so far The first VeriSM book was published in
 2017 It proposed a new approach to service
 management that focuses on digital products and services and looks from the perspective of the whole organization
 VeriSM’s growth has been rapid and global, with early adopters on several continents
 The biggest question we got was….how do I make this work in my organization?
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What next? Webinars:
 September 4 – 4pm (CET)The magical management mesh; the VeriSM-model explainedSubscription link : https://attendee.gotowebinar.com/register/4745446398314861571
 September 18 – 4pm (CET) or September 19 – 9am (CET)'VeriSM: Unwrapped and Applied' to you. Ask them everything you would like to know about this new book. Subscription link :
 September 18https://attendee.gotowebinar.com/register/1023777659176830723
 September 19https://attendee.gotowebinar.com/register/7202932951719834115
 Book launch:At Fusion USA 2018 EventSEPTEMBER 30 – OCTOBER 3, 2018
 https://attendee.gotowebinar.com/register/4745446398314861571
 https://attendee.gotowebinar.com/register/1023777659176830723
 https://attendee.gotowebinar.com/register/7202932951719834115
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VeriSM: Unwrapped and Applied“Let's meet VeriSM and the people behind it -Experiences from around the world.”
 The Cloud Gateway Early Adopter Story
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Cloud Gateway Early Adopter Story
 Contents
 1. The 6point6 Cloud Gateway story2. About the Presenter3. Update to ITSM Crowd 41 Presentation in April4. Progress since then5. The Way ahead6. Questions
 18
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19
 Cloud Gateway Early Adopter StoryThe 6point6 Cloud Gateway story
 Founded in 2012, 6point6 is a challenger technology consultancy focused on delivering business value-driven solutionsunderpinned by cutting edge technology and agile delivery methods.
 6point6 enjoys a strong reputation across the government, financial services and media sectors both for the high quality ofits strategic IT advice and for its programme delivery.
 Since 2017, 6point6 has offered “Cloud Gateway” - a portfolio of solutions that turn into reality the much talked about butrarely delivered ‘agile network’. It provides a secure gateway that is entirely vendor- and technology-neutral, connectingorganisations to any cloud service provider or legacy infrastructure using any carrier medium, enabling transformation at thepace of change that suits the customer.
 Already being used by a number of Customers, Cloud Gateway puts organisations back in control of their IT, their dataassets and their business, enabling agile transformation without contractual lock-in.

Page 20
                        

20
 Cloud Gateway Early Adopter StoryAbout the Presenter – Steve Leach, Head of Service, 6point6 Cloud Gateway
 I joined 6point6 8 months ago to put in place Service Management for Cloud Gateway “from the ground up.” Having worked for both Public and Private sector organisations including the UK MoD, Norfolk County Council, Cable&Wireless, Vodafone and Serco implementing ITIL based support solutions, including an unforgettable spell as an ITIL Trainer, I am considered something of an ITIL evangelist and guru. However, I knew only too well that it hadn’t been updated for nearly 10 years and was therefore out of step with recent advances in technology and Service.
 Having drafted the first Cloud Gateway SLA and put in place a temporary support model, I then started to look at alternative ways of providing the flexible and dynamic support model that was required, to complement the still very relevant ITIL transitional and operational processes such as Change, Config and Incident Management and Request Fulfilment.
 I was then pointed at VeriSM by an ex Vodafone colleague and very soon realised that the timing was right, and this was EXACTLY what we need as it recommends a new approach to Service Management combining the best of the “old” ITIL world above, with new practices such as Dev Ops / Net Ops, Agile, Lean and Shift left. This pragmatic and very up to date approach is just what we need in our Cloud Computing environment as it recognises the need for the design and development teams to get updates and enhancements to market very quickly, while applying a minimal but necessary level of Transition Governance through Change Management and supporting end users with Incident management and related processes.
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21
 Cloud Gateway Early Adopter StoryUpdate to “ITSM Crowd 41” Presentation from April 2018
 We decided to buy ServiceNow as our Service Management tool as this complements and realises our VeriSM-based approach and makes a statement about our customer focus and ambition. This is how we have started to adopt the VeriSM framework:
 • We have recruited sufficient staff to get us started• ServiceNow has been purchased• We have a qualified Service Now administrator and a deputy• We have 3 team members trained to VeriSM Foundation level• We have trained all support personnel to ITIL Foundation level• We have Signed and agreed SLAs with our customers• The ITIL support processes have been flowcharted, documented, tested and agreed• The Service Management principles have been drafted and implemented• An outline Management mesh has been produced and shared with colleagues and Directors to gain their commitment.• Our Dev Ops manager has been approached to ensure his commitment and contribution – after all he coined the
 expression “ITIL is the enemy of Dev Ops” when I first met him!!

Page 22
                        

22
 Cloud Gateway Early Adopter StoryProgress since then – Where are we now ?
 We have built 3 simple Governance gates into our Service Management Model – see next slide
 The IFDC is interested in using our model as a template for companies wishing to implement VeriSM, as part of their “VeriSM Starter Toolkit” once complete – initial discussions look promising
 We have a live Service Management section on our website. https://www.cloudgateway.co.uk/service-management/
 We have opened a Leeds office, for our Service Desk, Service Delivery Manager and Development staff to all work together, as well as retaining and enhancing our presence in central London
 We have dedicated Sales, Marketing, HR, Development and Service teams – all of whom are actively contributing to our VeriSM model by working together, with all “silos” completely removed !
 https://www.cloudgateway.co.uk/service-management/
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23
 Cloud Gateway Early Adopter StoryProgress since then - Governance gates – extracted from full Service Management process flowchart
 1. SM Principles Gate 2. Change Gate 3. HOTS Gate
 “Define” Gate – input is Service Blueprint “Produce” Gate – input is Change Request Hand Over to Service Onboarding “Provide” Gate – input is New Solution, ready for Deployment
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24
 Cloud Gateway Early Adopter StoryProgress since then - Latest Service Management (SM) Model – Extract Only
 Still Being Finalised
 All Documents defined and owned
 All Governance Gates managed
 Vertical swim lanes include all stakeholders
 Numbered Process boxes all described in lower level Narrative
 Customer Use Cases collected at “Produce” are used to create UAT and SRT Tests at “Provide”

Page 25
                        

25
 Cloud Gateway Early Adopter StoryProgress since then – Cloud Gateway’s Management Mesh
 Work in Progress
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26
 Cloud Gateway Early Adopter StoryThe Way ahead
 Mature the management Mesh into a tool that can be used as a reference document for all areas of the business
 As the Cloud Gateway product suite continues to evolve, we will continually review the Service Management Model so that it remains fit for purpose and can to continue to evolve in step with our business
 Share the mature version with IFDC to contribute to their “VeriSM Starter Kit” and keep them updated as the model evolves
 We will continue to contribute to the evolution and maturity of VeriSM itself
 We are aiming to become a world leader in providing VeriSM based Service Management to our Customers !
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Questions?
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Contact details
 [email protected] Twitter: @ClaireAgutter LinkedIn: Claire Agutter
 [email protected] LinkedIn: Steve Leach
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